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What do we want to 
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In order for travel sites to successfully 
fulfill the demands of this market and 
maintain a competitive edge, it is essential 
that they understand what attracts and 
retains new and existing customers.
Expected Internet Growth.
These Issues can not be 
tackled properly unless 
we know our customers. }
Expected Internet Growth.
On-line travellers search to find sites that 
offer the features that they value the most, 
including:
1. Tailored Product Selection, 
2. Speed and Ease of Reservation Process, 
3. Low Prices, 
4. Customer Service.
Expected Internet Growth.
Less than 8% of all travel bookings today 
are conducted online. This is a direct result 
of poor customer relations.
Expected Internet Growth.
"Something is wrong. Customers are telling 
us everyday that they are not getting what 
they want. As electronic retailers, we are 
missing something, and we are running out 
of time." 
“One Size Fits All” – No Longer Works
Internet Strategy.
Customisation is Key.
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The Performance  Gap Theory.
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What is Feedback?
Web Site 
Owner
Customer
The more feedback your 
site gets the higher the 
potential to improve it.
Give
.
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Web Site Owner Customer
Indirect Feedback 
Direct Feedback
Information given voluntarily. 
Give
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Take
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Web Site Owner Customer
Indirect Feedback 
Direct Feedback
Information taken often without permission.
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Web Site Owner Customer
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Direct Feedback can be broken down into three categories:
Emails & Traditional Methods, 
Feedback Forms (Forms, Logins and Registration)
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Feedback Forms (Forms, Logins and Registration)
Chat Forums (Rooms).
Direct Feedback 
normally provides us with qualitative information.
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Hit Counters, 
Indirect Feedback - Gather Information.
Hit Counters, 
Hit Counters count the number of 
times a page is visited!
Indirect Feedback.
Hit Counters, 
Hit Counters count the number of 
Requests made to a server.
Page Views count the number of times 
a page is visited!
Beware: 
Page Views are far more realistic.
Caches & Proxy Servers
Load Time.
Indirect Feedback.
Hit Counters, 
Cookies, A Cookie is a small (4 Kb) text file that resides on your 
hard disk which holds information pertaining to your 
web activity.
A Cookie is sent from a web site you have visited*.
Cookies Common Uses:
Visitor Cookie
Preference Cookies
Shopping Basket Cookie
Tracking Cookie
Request for 
Web Page
Cookies – How Do They Work?
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Cookies – How Do They Work?
73% of people find it useful when a site 
remembers basic information about them.
Visitors Who Accept All Cookies.
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Why?
Cookie Monsters!
Privacy Issues
Security Issues
Reliability Issues
54% of Users 
say that cookies 
are an Invasion 
of Privacy. 
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Awareness
Frequent Flyer Programs
Guest History Modules 
Pizza Example
Are Cookies Secure?
Java Alert!
Virus Alert!
Certain Java can make certain browsers think that the 
cookie is being requested by the site that created it.
Cookies can be readable, writable or executable and 
certain browsers can execute programs automatically.
Maximum cooki  size is 4 kilobytes and delete hard-
drive command is only 18 bytes.
Are Cookies Secure?
Are there Virus concerns associated with Cookies?
No Pro ms Reported!
Java Alert!
Virus Alert!
Are Cookies Reliable?
Disabled.
Deleted.
Caches & Proxies.
Machine IDs.
Cookies – The Future.
Only 10% of Internet Users have set their 
browsers to reject cookies. 
Disabled.
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Hit Counters, 
Cookies,
Log File Analysis,
Indirect Feedback.
Log Files are text files generated by your 
server that lists each request, specific to your 
website, made to that server.
IP address of the visitors machine.
Date and time that the item was requested.
Name of the item requested and where visitor 
requested the item from.
Information about the visitors browsers, plug-ins and 
operating system.
Addi ional Information:
Search Engine & Key Word Information.
Error Information.
Methods of Analysis.
Commercial Software.
Freeware / Shareware Scripts. 
Online Services. 
Third-Party Services.
Do-It-Yourself Solutions.

Log Access.
Caches & Proxies.
IP Address.
Log Jammers.
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Indirect Feedback 
normally provides us with quantitative information.
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Trends Rather Than Specifics.
Awareness. 
Best Method?
Conclusions.
Feedback Methods are not always 100% accurate. 
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 Listen & Learn & Update Accordingly.
Conclusions.
Feedback Methods are not always 100% accurate.
Use the Information
Manage Information
Gather Information
Accommodate Don’t Retaliate!
Feedback Methods are not always 100% accurate. 
Listen & Learn & Update Accordingly.
Conclusions.
Knowing Your Web Customer – Mission Impossible? 
Customer
Web Site 
Owner
Mission Impeccable!
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